


Assignment Title: Effective Teamwork and Communication
MODULE CODE: BMSW4002

Module Lecturer:Effective Teamwork and Communication

Student Name:Rodica Viorica Cuc

Student ID:1906092

Word Count: 2107

























[bookmark: _i7fh8vj7j20g]Table of Content
1.0 Introduction	3
2.0 Models of communication	3
2.1 Shannon & Weaver	3
2.2 Schramm	4
2.3 Berlo	5
3.0 Methods of communication	6
3.1 Verbal	6
3.2 Non-verbal	7
3.3 Listening	7
4.0 Conclusion	9
Reference list	10
Appendices	12

[bookmark: _hndb32ykweb]

[bookmark: _7o4mlah69vg4]1.0 Introduction
The concept of communication serves as a life-force within an organisation. It is through the act of exchanging information that managers and employees can be aware of its working environment. This can be prevalent among groups which interact in both speaking and writing mediums to reach a common goal within the firm. The process of communication usually motivates the staff; it helps in proper socialising among the workforce and assures control over the operations. However, there can be problems related to organisational communication that could result in incompetence among the workers, insensitivity to interpret the message correctly, and red-tapism that might arise due to poor communication skills. This report will also try to understand the impact of connotative and denotative transmission that took place in my professional consultancy (Bonaccio et al. 2016). It will carefully examine the wrong interpretation while interacting with a client through long-distance communication channels like email, video conferencing, and others.  SAY YOU WILL REFER TO CASE STUDIES (EG MARIA AND PEDRO) AND INPARTOCUALR YOUR OWN WORKPLACE SITUATION.
[bookmark: _lbk5fqgcirpl]2.0 Models of communication
[bookmark: _ovugd22fy2pr]2.1 Shannon & Weaver
In order to improve the technical aspects of communication, a model was implemented by mathematician "Claude Elwood Shannon" and scientist "Warren Weaver" in 1948. However, later on, the model tried to investigate different layers of communication. These elements mainly include the sender, the encoder, the decoder, the receiver, and feedback (Leydesdorff et al. 2017). This model tries to determine the interference that can be created by ‘noise’ that can impact the communication process, as it passes from the sender in the form of an encoded message and then gets transmitted through the channel (Umeozor, 2020). This channel can render the message improperly in the form of decoding towards the receiver. That would typically prevent the message from being interpreted in its correct form.

In the case of Maria and Pedro, when the sender or Maria transmitted the encoded message through the channel of a phone, she wanted “Pedro” to bring chicken on his way to the house. However, the existence of background noise can be prevalent as “Pedro” worked in a building site. There was ample chance for the proper message transmission to be disrupted by machinery in operation or from sources existing outside. This might have prevented the message from being adequately decoded by "Pedro" When he came back to the house and went to the kitchen; he revealed that the message that he understood was coming into the kitchen. In other ways, network issues could also have been the problem when "Maria" transmitted the encoded message through the medium or phone (Leydesdorff et al. 2017). This could have garbled up the message due to interference leading to the nearest standard pronunciation in grammatical contexts (Umeozor, 2020). That was applicable in the case of the receiver “Pedro” who decoded the transmitted message. The problem solely happened due to the lack of feedback between "Maria" and "Pedro" due to which clarity was absent from the communication. The receiver "Pedro" did not clarify his incapability in understanding the message, and thus this model was applicable to show the problem. 
[bookmark: _y6esjxnumbhn]2.2 Schramm
Another model was executed by "Wilbur Schramm" in 1954, proposing a few different elements in the communication model. At the same time, the above mode paid less attention to the message and more towards the issues that prevent its suitable transmission. This model, on the other hand, was a departure from the one-way form of communication that paid less heed to the message. The model paid attention to the message and focused on a two-way process that includes the transmission from the sender to the receiver and vice versa. This model deals with only the sender and the receiver, who can interchange the message (Yusoff, 2016). While coding and decoding, the message are a part of the communication process. The case of "Maria" and "Pedro" provides a proper reflection through the model, In which the encoder or receiver "Maria" sent the message to the decoder or receiver "Pedro." However, the denotative meaning in the message of "Maria" when she said "Chicken" could not have been misinterpreted by “Pedro” However, the connotative meaning due to higher emotional quotient that was present within “Pedro” could have been wrongly interpreted (Yusoff, 2016). This can be due to the educational background of “Pedro” and lack of detachment from interpersonal communication between his wife and him. This was responsible for the communication breakdown at the end. 
[bookmark: _tac4behqtjaz]2.3 Berlo
A communication model was developed by Berlo in 1960, "Sender-message-receiver-channel," on the basis of Shannon Weaver's communication model. He developed the model with the factors which can affect the communication for making it more efficient. According to him, the interpretation of the message depends on the idea, like communication skills, attitude, knowledge, social skills, and culture of the sender and receiver. The message can be content, element, treatment, structure, and code. The channel can be of many types like touching, smelling, hearing, seeing, and others. In the case of Maria and Pedro, the main reason behind the confusion has been the presence of physical noise. As Pedro worked in a construction site, the physical noise could interrupt the message through mobile phones. Here, the message should have been sent through text. Therefore, the need to appreciate communication channels should be text. The process can be called encoding through which the message is to be sent. The feedback by the decoder after receiving the message can be considered as the right way to declare the communication as successful, but it has not been considered in Berlo's model. (Businesstopia, 2020)
In the case of my organisational communication with the client, I can say that there was confusion. The client was actually happy about not getting compensation in the Pandemic lockdown period, and it gave him a chance to find another organisation. On the contrary, I understood his expression to be sad, which not actually the case was.  Here, I consider Schramm’s model would have been beneficial as it would place importance on feedback. If there was feedback from the end of the customer through written communication, it would have been beneficial. 
[image: ]
Figure 1: Schramm’s model application in my case
(Source: Self-created)
[bookmark: _wzvn7h829y93]3.0 Methods of communication
[bookmark: _rq06znlv9ehj]3.1 Verbal
Verbal methods of communication are the most primitive form of communication. Before the invention and intervention of artificial communication mediums, most of the conversations used to be oral. Here both the sender and the receiver had to participate in an active process with physical proximity (Vogel et al. 2018). The consideration of body language and gesture plays a massive part in the way communication is delivered, processed, received, and provided feedback upon. The case study of "Maria and Pedro" is an excellent example of the inherent error of telephonic and other artificial communication errors. The electronic communication media are always prone to exposure to noise, which under certain circumstances can muddle the quality of the conversation. The leading cause of miscommunication is due to these factors. The verbal communication, on the other hand, follows the standard model of Shannon & Weaver, which describes the general format of a speech and communicational from a technical standpoint (Sutiyatno, 2018). As per their understanding, the ability of human beings to communicate across all platforms is dependent upon the functionality and of the medium rather than the content and the message. If Maria and Pedro could have conducted the conversation manually, then the predicament might have been subsided. There is a certain advantage to traditional verbal communication mediums (Vogel et al. 2018). The possibility of noise interference and inclusion of another dimension of non-verbal cues could have prevented this form of communicational error more rapidly.      
[bookmark: _7iuqm5gm803y]3.2 Non-verbal
Non-verbal communication refers to those aspects of the communication, which not just stimulates our hearing mechanism but also other sensory stimuli. The ways in which the non-verbal mediums are connected to traditional methods of communication is a process that is inherent to human communication (Bambaeeroo and Shokrpour, 2017). The Maria and Pedro case has confirmed that human beings always interpret conversations as a whole phrase where the individual words have little meaning. The mix up between kitchen and chicken or in some other context shirt and skirt is a common mistake, which can also be attributed to our traditional method of communication. The modern communication medium, except for video calling, does not communicate these factors. Nevertheless, it is an essential part of any conversation, and one should always tally the possibility of a miscommunication, which might disrupt the flow of the communication line and also the function of communication mediums along with it (Bambaeeroo and Shokrpour, 2017).       
[bookmark: _5vjldleuj7mq]3.3 Listening
The importance of listening has been enormous within the communication process. Listening skills can be described as a skill that helps a person to understand the message one is conferring through voice. The listening skills allow the decoder to understand the meaning of the message, which is conveyed by another. As per the dynamics, listening can be of two forms which can be described below:
Active listening: active listening can be described as the process to actively listen to what others are saying. It means, rather than merely listening to the message; one should understand the meaning of the message deeply through concentration, "hearing the message of the speaker." All the senses are used in the active listening process to understand the message behind the description (Macnamara and Gregory, 2018).
Empathic listening: empathic listening can be described as a structured listening process through which the message delivered by others is listened to and being questioned, which helps to enhance relationships and strengthen understanding both intellectually and emotionally. Therefore, active listening is more successful through the adoption of empathic listening (Macnamara and Gregory, 2018). In organisations, the communication between the employees and the management should be done with an empathic listening process to gain a greater understanding of what message is being conveyed by the management. 
S.O.L.E.R
The tools which support communication skills can be many among which S.O.L.E.R can be described as an essential tool. The process is "sit squarely," "open posture," "lean towards the other," "eye contact," and "relax." The tool is important to convey the message to the sender that he is being heard. Through this process, a person sits square to the sender and looks straight to him, which improves listening and understanding of the message (Sun et al., 2017). In organisations, the employees should face the manager directly and listen to the message with care, which can solve most of the communication problems. In my case, the misconfusion between the client and me was because there was no direct contact. Rather, the telephonic conversation made this difficult for me to understand he rejoice. 
Proxemics
Space and distance in communication is known as proxemics. The process can define the level of formality within an organisation. Edward. T. Hall has described the term in four zones; "the intimate zone" (touching to 1.5 feet distance), personal zone (1.5 to 4 feet), social zone (4 to 12 feet), and public zone (12-25 feet). The level of formality in organisational employees and management is generally within 1.5-4 feet and considered as personal. (Questia.com. 2020)
Kinetics
Kinesics can be described as the process of communicating through body gestures and the commonest non-verbal communication process. Kinesics can be an important factor in understanding the attitude of a person towards the communication process. In an organisation, employee attitude can be understood through it. (Market Business News, 2020)
Personal awareness
Personal awareness can be described as the shifting process from talking to listening. It can be described as the understanding of a person within an organisation  (Sun et al., 2017). In the workplace, the skill can be used by the employees to understand his skills and development areas.
At last, from my case, I can feel that the kinesics would have been better for me to understand the attitude of the person talking to me over the telephone. Besides, S.O.L.E.R would have been beneficial in understanding his message.
[bookmark: _keqe5tj6a1v3]4.0 Conclusion
Communication and communication models can teach about the inherent limitations of the communication mediums. The academic contributions made by Shannon & Weaver and Schramm describes the various models of communication with its own interpretation of functions of sender and receiver. The case of Maria and Pedro serves as a prominent case where the interpretation of the receiver mangles the meaning of the conversation. The noise of the human mind and other interpersonal factors can also serve as plausible noises, and the report verifies this fact. The personal case study has reflected upon a case which was inclusive of all these independent factors. Both of these cases have been analysed from various methods of communication.    
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Appendix 1: Shannon and Weaver - Standard communication model
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Appendix 2: Personal miscommunication incident
I have been involved with an organisation that provides consultation and community support to various professional personnel. Due to the current COVID-19 pandemic most of the operations have been transported towards distant communication mediums such as Email, telephonic conversation and also video conferences. Once I was talking to a client and he told me, “I am sad that the previous company did not pay me any compensation because that would have made me more dependent on them, which I never wanted.” I understood his predicament and his sadness and went on to console him saying that “If you are sad regarding your treatment from the previous company we can provide an intervention and reach out to them.”, to which he said, “No no I don't need that”. I was confused and asked him, “But you said you are sad” and he replied “No I said I am glad they let me go otherwise I would have been more dependent on them and could not explore other possibilities”. The whole incident was a communication and interpretational error over a telephonic conversation.  
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